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Introduction
Many European universities became interested in the '80's in creating placement services and programs not limited to merely providing information but also actively engaged in helping to integrate and to educate young people in view of empowering individual and social perspectives (Isfol, 2005) [1] .
In 1998 Watts e Esbroeck proposed working models of university services at a European level diversified on the basis of two criteria: focus and level of intervention. The former can be characterized by the types of persons who utilize the service and the dimension it is concerned with (study, work, career). Three categories can thus be defined:
1. educational guidance or services to assist the students in their educational and professional endeavors; 2. vocational guidance or services to assist the students in their educational and professional choices; 3. personal guidance or counselling services providing personal or relationship counselling services . If services are considered, instead, from the point of view of the level of intervention, three models can be defined:
1. services that are part of a formal didactic function, 2. services linked to a formal didactic function but requiring a specialization degree, 3. services that are unconnected to a formal didactic function and supported by specialists [2] .
The tutoring and mentoring services promoted and actuated by the support service offered to the students enrolled in the Universities of Padua and Burgos belong to this last category. As student support does not focus entirely on didactic programs but is also concerned with educational problems and difficulties a student may experience while pursuing academic activities, it is particularly important that an efficacious link with university services deeply integrated in the university system is available particularly at the beginning of the university journey. The university and, in particular, teachers are compelled to compare traditional and advanced teaching methods and modalities of transmitting knowledge: tutoring and mentoring can play an important role in this process [3] .
Tutoring and mentoring
Peer tutoring and mentoring in the Italian and Spanish university systems present different characteristics.
Mentoring and tutoring models generally aim to assist the newly enrolled student to achieve success in the academic and social dimensions.
There are, nevertheless, differences in these practices from social/communication as well as educational points of view. The term tutoring refers to the practice by which an expert (tutor) assists a novice in the learning process. As demonstrated by recent studies carried out in the academic ambience [4] [5] [6] , the tutor's work in assisting in the transmission of knowledge, experience and expertise is enhanced and becomes more natural if the relationship between the student and the tutor is "au pair" (on an equal standing). The relationship becomes more efficacious because the two actors have a similar age and background.
Peer education, in fact, which means literally, education between peers, was utilized primarily in the Anglo-saxon schooling system as a means to prevent adolescents from abandoning the school. The peer tutoring process arose from the "educational practice by which, at the teacher's direction, more competent students assist those less competent in an cooperative effort on a one to one basis or in small groups" [7] . Tutoring has a double function: on the one hand, a social action is carried out to teach specific abilities linked to a particular context; on the other, it is a formative experience in terms of sharing and participatory learning.
Mentoring arose in the United States in the 1880's in the attempt to prevent further diffusion of the phenomenon of scholastic abandonment and only later did it become widespread in the adult population and in subjects suffering from educational, social and professional distress [8] .
Mentoring defines a one-on-one relationship between two parties: the mentor and the mentee. This type of process is particularly adapt within a job or educational context and is also used in social prevention programs. A predefined mentoring program does not exist as support in itself arises out of relationship which is founded and based on a voluntary choice made by both subjects.
Mentoring is, therefore a situation based on support and trust in which assistance is offered to one or more students who are experiencing a difficult period of transition. The process is based on a relationship in which the mentor aims to assist the mentee by preventing and overcoming social impairment, by empowering and helping to promote self-confidence and esteem as well as trust in others and thus promoting the student's general wellbeing With respect to the tutor, the mentor is less bound to any institution and more focused on the relationship and the needs of the mentee.
In fact, that which distinguishes the mentor from the tutor is that the former is more oriented "towards providing emotional-affective support tending to enhance both identification with and distance from the self" and the relationship that develops between the two tends to be more empathic and participatory, while the tutor-student relationship is more functional and goal-oriented [9] . 
The University of Padua Tutoring Services
Beginning in the 2001-2002 academic year, the University of Padua initiated tutoring services for freshmen students geared to give personalized attention to individual needs.
The tutoring service coordinates and manages all of the University of Padua's Junior Tutor activities. The University Tutor was inaugurated in 1990 by Italian Law 341 intended to offer support measures and services to students, assisting and guiding them, removing any obstacles to a successful academic career, as they actively become integrated in the university educational experience. Over the past ten years, Italian Universities have been promoting "support actions for their students," both by improving the educational and formative courses being offered and by sustaining the personal evolutionary process of each student (CRUI, 2000) [11] .
Adopting the well known Anglo-saxon peer tutoring model, the University of Padua has been implementing Tutorial Projects in all of its departments since 2001, (Lobato & al., 2004) [12]. These projects have also been imported and adapted to other Italian and French universities (Pedicchio & Fontana, 2003) [13] .
Purpose, Method, Addressee
The tutoring services promoted by the University of Padua can be outlined in the following way: -The Service's Purpose -the service's main functions are:
to provide advice, to furnish support, and to give information, to teach and to reinforce effective study techniques, to provide formative guidance.
-The Method Used -the means by which the services are carried out utilizes:
a check-in counter (open at specified consulting hours), mail, phone, Skype, formative guidance meetings, study groups, exercises, support to the teach/didactic laboratories, support to the teach/didactic register's offices and ex-Academic Deans.
-Addressees, the tutoring service offers its activities to the following persons:
regularly enrolled students, regularly enrolled students who are behind in their studies, freshmen, worker students, high school students, students participating in the Erasmus program, students who are auditing classes (not officially enrolled), teaching staff, others (parents, relatives).
The outline provides an overview of the activities involved in University of Padua's tutoring services although it does not specify how, when, where, when and why they are carried out.
Who, How, Why
In view of the tutoring services' aims, its activities fall under three major areas:
to support enrolled students by providing information about didactics and University life, to assist students in preparing for particular difficult exams utilizing exercises and/or support provided by didactic laboratories, to give support and guidance to the freshman student.
The person/s who may be interested in these activities can be categorized into three different typologies:
an individual, a group, other (the tutoring services also plans and organizes meetings open to the citizenry).
With regard to persons who might be interested in utilizing these services, four different at times combined types are usually found:
gender: both men/women, age: young people who enrolled in the university immediately after high school and older individuals who return or approach university studies at a later date, university status: enrolled/not enrolled, students on time with their exams/students behind in their studies , employment status: student/worker, student/student, worker. 
3.3.University of Padua's Tutoring Activities
The University of Padua's Tutoring services offer, as we have seen, a support tool for students and the tutoring activities fall into two categories, depending on the sector that organizes them:
-C/O (care of) didactic organization, -C/O (care of) the central tutorial service office.
Tutoring C/O didactic organizations
Tutoring activities C/O didactic organizations fall into three categories:
-informative tutoring (front office) the tutor is seen as mediator between the university system and the student. The tutor helps to integrate first-year students, offers various kinds of information (regarding courses of study, exams, preparation of thesis/dissertation, administrative procedures), as well as advice and support. The tutor will, moreover, facilitate student-teacher communication and act as the student's link to the university system in general, -study tutoring (study groups) helps to teach students study techniques especially in view of preparing for particularly difficult exams or thesis/dissertation preparation, -tutoring to support university's services support and guidance activities realized for the students needs [14] .
Informative tutoring: furnishes consultation services and support and provides information -General information, -Didactic information, -Information on administrative requirements. 
Study tutoring:
Teaching study methods -Organizing and holding didactic laboratories, -Group studies, some including exercises or laboratories. The student is assisted during didactic laboratories that are a part of a course requirement. The tutor assists the teacher aiding him/her in communicating with the students and in the learning process during didactic laboratory activities.
Group studies and exercises
The student is instructed about efficacious study techniques especially with regard to particularly difficult subjects. A closer, deeper look is taken to subjects that the Professor mentioned only briefly in class but may not be clear to the students. This is done to create an interactive climate by encouraging the student's interest in the subject and participation in class.
Tutoring supporting university's services: -Informative counselling (with regard to the didactic courses, services and activities available to the student), -Support/counselling available to apprentices or in preparation of graduation/thesis, -Participation in events organized by the service, -Consultation with other University services for example the Psychological Service, -Monitoring student progress. 
3.5.Tutoring C/O Central Tutorial Office
The tutoring activities managed by the central tutorial service office intend to promote collaboration with other services available to the enrolled students.
Recent research [15] has demonstrated that students use the services offered by the University system often and efficiently when those are organized in relation to students' real needs/requirements. Experimental projects underway at the central Tutorial service are: dropout tutoring and support (this sector studies the causes putting students at risk of failure and offers special assistance), prison tutoring (organizes support activities for inmates of the male prison located in Padua), orientation tutoring and support (the front office offers students guidance and support), tutoring service for disabled students (disable students receive assistance personalized to their particular needs), The Regional Right to University Study Office (ESU ) tutoring and support for students in danger of dropping out ( the ESU office works together with the University residence offices to assist students residing in dormitories, Psychological Assistance Service (SAP) counselling and tutoring for students requiring psychological assistance Beginning with the next academic year two new experimental projects will be inaugurated: Mentor-UP tutoring and support (children and preteens at risk will be able to benefit from Junior Tutors), Buddy tutoring and support (foreign and exchange students enrolled at University of Padua will be able to benefit from the tutoring system).
The Mentor Program at the University of Burgos (UBU)
The Spanish mentoring experience was initiated few years ago. The promoters of the S.I.M.U.S Project (Valverde Macías, et al. 2003) [16] at the University of Seville (García Jiménez et al., 2004) [17] reported that mentoring is a critical resource as it sets into motion an innovative process aiming to assist and to guide newly enrolled students. This is done to enhance the student's overall development; but the project also intends to provide benefits for both the mentee and mentor as well as for the institution itself by improving relationships and communication between the students and the teaching staff. The institution will thus become more deeply involved in helping students to learn more efficaciously. The students will be helped to meet the new demands at the university and -through collaborative efforts -will progress successfully in the academic environment.
A number of universities recently joined together in the Spanish University Mentoring Environments Network [18] which aims to unite their efforts, sharing/comparing experiences to find similarities in order to analyze and develop rigorous mentoring programs [19] .
These analyses and efforts led to the initiation of peer counseling at our University at the 2009/10 academic year. The program's general objectives are: to provide new students at the University of Burgos the assistance and guidance they need to be successful in their studies and to facilitate their academic and social integration in the institution.
Its specific objectives are: to assist the student in his/her academic development and to provide seeds of reflection with regard to the academic environment, helping the student to become critical and autonomous, to promote the development of a respectful, responsible attitude towards other students and the institution, to facilitate the transition of freshman students, to encourage students to fully participate in university life and to be aware of all of the services that are available, to support students emotionally in overcoming academic difficulties or problems with keeping apace, to provide keys for future professional performance, to act as a guide for lifelong learning, to reduce the dropout rate and to increase the number of the new students, to improve the university's quality.
Participants: descriptions and internal organization
Participants in the program are teacher-tutors, student-mentors, student-mentees, the mentorcoordinator and the tutor coordinators. Each teachertutor is assigned a maximum of three students and each student-mentor a maximum of five mentees. These are the profiles and functions of each:
a. The teacher-tutor is a university professor who assists and monitors the student-mentor and the student-mentee. He/she schedules meetings (setting up locations and times) with mentors and mentees. He/she evaluates and how each is progressing. He/she is involved in the coordination and diffusion of the project and in getting other teachers interested in participating;
b. The student-mentor is a second-level student who will be assigned a maximum five mentees enrolled in the same course of studies. He/she is available to give advice and guidance based on his/her own experience and knowledge. He/she encourages the student to participate actively, to attend meetings, and he/she prepares a final report; c. The student-mentee is a first-level student who requests guidance with reference to his/her studies at the university and the services that are available. Assistance may be required with regard to decisions concerning courses of studies, courses, credits, grants, accommodation, services, tutoring, exams, library, cultural and sports activities, administrative and bureaucratic matters. The student attends meetings, participates in interviews, develops social and professional skills, participates in some phases of project analysis;
d. The Mentor-Coordinator is a member of the Faculty who is in charge of the student-mentors. He/she convokes meetings with mentors, encourages student participation by setting information campaigns into motion, he/she reports to the Teacher Training Department and the Vice-rector with regard to progress and prepares a final report; e. The Project Management Director is the director of the Permanent Education Department and may also be the teacher-tutor coordinator director. She/he is responsible for their training and all decisions related to the project. He/she convokes meetings, reports to and updates the Vice-rector; encourages other teachers to participate and prepares the final report. Together with the mentoring coordinator, he/she selects potential mentors, assigns new students to the mentor and evaluates the performance of the mentors and the tutors.
A variety of meetings are scheduled regularly: -The student-mentor with the student-mentee: interviews are held.
-The mentor-student with the Teacher-tutor: meetings are held monthly to discuss problems, solutions, and future activities, -The mentor-Student with the mentorcoordinator: meetings are held monthly to discuss problems, solutions, and future activities as well as to evaluate the project's development and progression -The teacher-tutors and the Mentor Coordinator: Meetings are held monthly to analyze new initiatives and to introduce modifications whenever necessary.
4.2.The functions of the members participating in this Program
The role of the three main figures is more fully outlined below.
4.3.The Student-mentor
The mentor-student establishes a relationship with new students and in view of his/her own experience helps to solve different problems/situations and to facilitate their transition into the university community.
The main functions of the student-mentors are the following: 
4.4.The Student-mentee
Freshman students are required to participate in all of the activities that are proposed by the mentor and to maintain a respectful participatory attitude towards learning and the opportunities offered by the University.
4.5.Teacher-tutor
The figure of the teacher-tutor can be considered a link between the student-mentors and the program management as well as a point of reference for students.
The to assess the work of the student-mentors. to draft a final report evaluating the Project.
Teachers should not focus exclusively on the mentors; they can maintain a direct and/or indirect link with the mentees, as the program aims to create a link between all its components.
Comparison between the tutoring and mentoring models of the University of Padua and the University of Burgos
As outlined in Table 6 , the tutoring/mentoring programs of the two universities analyzed here have been delineated in the following way:
project name, mentor/tutor name, start of mentor/tutor's program, objective of the program, duration of the program number of students mentor/tutor to Faculty requirements to become a student mentor/tutor how the mentor/tutor is reimbursed students mentor/tutor activities, how many students/mentee each mentor/tutor can be assigned students mentor/tutor selection, students mentor/tutor training. 
Questions and considerations for discussion
Here are some questions aiming to promote reflection on various aspects of tutoring-mentoring activities at the university level:
Have the mentoring-tutoring services at the two universities outlined here helped to lower the rate of university failure and drop-outs?
Could these support systems be integrated in all universities to enhance/complement the teacher student relationship?
Is it feasible to create a non-voluntary automatic assignment of a student who is entering and one who is nearly at the end of the academic course of studies?
Some universities have created an academic mentoring/tutoring teaching system: in what way can a mentoring/tutoring system be considered university teaching?
